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(Studi kasus pada pengguna LRT stasiun Veldrome)

ABSTRAK

Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh
kualitas Service, persepsi harga dan fasilitas penumpang terhadap kepuasan
pelanggan LRT.

Metoda penelitian yang digunakan adalah metoda survei, dengan
menggunakan kuesioner sebagai alat pengumpulan datanya. Populasi dalam
penelitian ini adalah pelanggan LRT Jakarta di stasiun Veldrome yang berjumlah
500 orang. Sampel yang digunakan untuk penelitian ini sebanyak 143 orang
responden pada LRT Jakarta Veldrome.

Berdasarkan hasil dan pembahasan menunjukkan secara parsial terdapat
pengaruh positif signifikan kualitas Service terhadap kepuasan pelanggan pada
LRT rute Veldrome dan kontribusi pengaruh kualitas Service terhadap kepuasan
pelanggan sebesar 50,7% ; secara parsial tidak terdapat pengaruh positif
signifikan persepsi harga terhadap kepuasan pelanggan pada LRT rute Veldrome
dan kontribusi pengaruh persepsi harga terhadap kepuasan pelanggan sebesar
9,9% ; secara parsial terdapat pengaruh positif signifikan fasilitas pelanggan LRT
terhadap kepuasan pelanggan pada LRT rute Veldrome dan kontribusi pengaruh
fasilitas pelanggan LRT terhadap kepuasan pelanggan sebesar 40,7% serta secara
simultan terdapat pengaruh positif signifikan kualitas Service, persepsi harga, dan
fasilitas pelanggan LRT terhadap kepuasan pelanggan pada LRT rute Veldrome
dan kontribusi pengaruh kualitas Service, persepsi harga, dan fasilitas pelanggan
LRT terhadap kepuasan pelanggan sebesar 95,2%.

Kata kunci : Kualitas Service, persepsi harga, fasilitas penumpang,
kepuasan pelanggan
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EFFECT OF SERVICE QUALITY, PRICE PERCEPTION AND LRT
CUSTOMER FACILITIES ON CUSTOMER SATISFACTION
(Case study on Veldrome station LRT users)

ABSTRACT

This study aims to determine and analyze the effect of Service quality,
price perceptions and passenger facilities on LRT customer satisfaction.

The research method used is the survey method, using a questionnaire as
a data collection tool. The population in this study was the Jakarta LRT
customers at Veldrome station, amounting to 500 people. The sample used for
this study was 143 respondents in the Jakarta Veldrome LRT.

Based on the results and discussion, there is a partially significant
positive effect on Service quality on customer satisfaction on the LRT Veldrome
route and the contribution of the influence of Service quality on customer
satisfaction by 50.7%; partially there was no significant positive effect of price
perception on customer satisfaction on the Leld Veldrome route and the
contribution of the effect of price perception on customer satisfaction was 9.9%;
partially there is a significant positive effect of LRT customer facilities on
customer satisfaction on the LRT Veldrome route and the contribution of LRT
customer facilities to customer satisfaction by 40.7% and simultaneously there is
a significant positive effect on Service quality, price perception, and LRT
customer facilities on customer satisfaction on the LRT Veldrome route and the
contribution of the influence of Service quality, price perception, and LRT
customer facilities to customer satisfaction by 95.2%.

Keywords: Service quality, price perception, passenger facilities,
customer satisfaction
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